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Daily anaMail 


Complaints Procedure 


We take great pride in the quality of our journalism and do our utmost to ensure the accuracy of 
everything we publish. All our journalists are required to observe the rules of the Editors’ Code of 
Practice and we are members of the Independent Press Standards Organisation (IPSO), the new 
regulatory body for the press set up in response to the Leveson Inquiry. 

One of IPSO’s key principles is that all its members should have effective mechanisms for 
dealing with complaints and correcting errors as promptly as possible. If you wish to complain 
about a story in one of our publications, or the behaviour of one of our journalists, we will do 
everything we can to put matters right. 


But first, please take a few moments to read the advice below: 
1. Is your complaint covered by the Editors’ Code of Practice? 


The Editors’ Code sets standards for accuracy, respect for privacy, cases of intrusion into grief or 
shock, stories involving children, discrimination and the behaviour of journalists, including 
photographers. Click here to check whether your complaint is covered by the Code and make a 
note of the clause you believe has been breached. 

If you wish to draw an issue to our attention but do not wish to make a formal complaint under 
IPSO rules, click here to send your concerns to our Managing Editor. 


2. Important points to check before you submit your complaint 


Under IPSO rules complaints will normally only be accepted within four months of the date of 
publication of the article, or the journalistic conduct in question. Outside that period, complaints 
can be considered up to 12 months after the date of first publication only if the article remains on 
our website, and it can be investigated fairly given the passage of time. 

Please note that we cannot begin considering a complaint until we have received all supporting 
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documentation you wish to submit, including correspondence with the journalist concerned. 
Normally complaints can only be considered if they are made by a person who has been 
personally and directly affected by an alleged breach of the Editors’ Code. If you are making a 
complaint on behalf of another individual you need to enclose with your complaint an email or 
letter from that individual, giving you permission to act on their behalf. 

If you are taking legal action against any of our publications, you need to let us know, because 
we may then be unable to consider your complaint under IPSO rules. 

Complaints from representative groups affected by an alleged breach of the Code can only be 
considered where the alleged breach is significant and where there is a substantial public interest 
in it being considered. 

Third party complaints can only be considered where they seek to correct a significant 
inaccuracy of published information, in which case the position of the party most closely involved 
will be taken into account. 

Complaints may be rejected if there is no apparent breach of the Editors’ Code, or if they are 
without justification (such as an attempt to argue a point of opinion or to lobby), vexatious, or 
disproportionate. 

Complaints about headlines will normally only be considered in the context of the article as a 
whole to which they relate. 


3. What happens next? 


As soon as we have checked that we have all the relevant information to consider your complaint 
it will be acknowledged and considered by our Readers’ Editor. 

The Readers’ Editor, who is a qualified lawyer and not a member of any of our publications’ 
editorial staff, will come to an independent decision on how to take your complaint forward. 

If the Readers’ Editor cannot establish that there has been a potential breach of the Editors’ 
Code, they will inform you of their decision. 

If we receive a number of complaints about the same issue the Readers’ Editor may identify one 
complainant as the lead complainant, with whom we will attempt to resolve the case. Ifa 
resolution is agreed we will inform other complainants of the outcome. 

If the Readers’ Editor believes there has been a potential breach of the Code they will pass your 
complaint to the Managing Editor, who may offer you remedial action. 

In cases of inaccuracy you may be offered a clarification or correction. If this is the case the 
Managing Editor will offer you a wording, which will usually be published in the Clarifications and 
Corrections column which appears on Page Two of the newspaper concerned, or in the case of 
our websites online. 

Unless it involves a straightforward factual error, a clarification or correction will normally not be 
published until you have told the Managing Editor you are happy with the wording. Once you are 
satisfied and the clarification or correction has been published the complaint is closed. It may 
also be closed if you do not respond to our offer. 

In cases where a clarification or correction is not an appropriate remedy, such as invasion of 
privacy, intrusion into grief, or behaviour by a journalist which is in breach of the Editors’ Code, 
the Managing Editor may offer you an apology. This may be in the form of a published statement 
or a private letter. If a statement is to be published you may be asked to approve the wording. 

if your case has been referred to us by IPSO both parties must inform IPSO of the outcome. 


14 


4. What happens if I am not happy with the remedy offered to me? 


Under IPSO rules we must attempt to resolve all complaints before they are considered by IPSO. 
If after 28 days your complaint has not been resolved you are then free to take it to IPSO. Visit 
the IPSO website to find out how to do that: www.ipso.co.uk 

If IPSO's Complaints Committee finds that your complaint has disclosed a potential breach of the 
Editors’ Code it will try to mediate an agreed resolution. 

If the Complaints Committee cannot resolve your complaint by mediation it will determine 
whether or not there has been a breach of the Editors’ Code. This may result in an adjudication 
with a requirement for us to take remedial action, which may consist of publication of a correction 
and/or the adjudication itself. 

The nature, extent and placement of such an adjudication and/or correction will be determined by 
the Complaints Committee. Remedial action will not normally include an apology unless that has 
been agreed by you and the publication. 


Please note IPSO has no authority to award financial compensation. 
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Appendix 2 — Pocket Guide 








The Independent Press Standards Organisation is the tough new regulator that replaces the PCC. The rulebook — 
the Editors’ Code - remains the same, but the way it operates is quite different from the PCC. It is vital that you 
understand how it works: 








1. IPSO can impose £1m fines for serious and systemic wrongdoing. 
This is a serious regulator with draconian powers. 


2. IPSO doesn’t just handle complaints, it monitors standards and can launch a standards 
investigation even where there is no complaint. 
It will look at patterns of complaints, so make sure you learn from mistakes made by others, 
or you could find yourself facing a tape-recorded interview with an IPSO investigation panel. 


3. IPSO rules place a very heavy emphasis on correcting errors promptly. 
Publications have 28 days to resolve complaints before they go to IPSO. Under the PCC the 
average complaint took seven weeks to settle, which wasted vast amounts of our time, and 
left complainants feeling corrections had to be wrung out of us. If you’ve made an error, own 
up and help your managing editor correct it as soon as possible. 


4. IPSO will publish league tables of complaints and each publisher will have to report annually 
on how it complies with the Editors’ Code. 
This means a large number of minor breaches of the Code could lead to a standards 
investigation just as easily as a single major error. Every story needs to be right. 


5. More than 90 p.c. of complaints are about accuracy — check your facts. 
Make sure any claims made in a story are put to the individual or organisation concerned for 
comment before publication — particularly if the claims are contentious. If you are relying on 
off-the-record material it is doubly important you give the subject of your story the 
opportunity to comment. 


6. Don’t let a good schedule line distort your story — and don’t leave out inconvenient facts. 
If you have found your own line in an official report make sure you include any facts that put 
the story in context. There are always experts who will know all the facts and make a 
complaint if you don’t. 


7. Make sure you can support every fact in your story with an on-the-record quote or 
document. 
If the subject of your story can’t or won’t answer questions then you must make sure you have 
a verifiable source for every fact. And remember an allegation is not a fact — it’s an allegation. 
Take particular care when picking up stories from other papers — don’t repeat contentious 
allegations as facts unless you have your own evidence. 
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10. 


11. 


12. 


13. 


14. 


15. 


Don’t make assumptions. 

Money may have gone missing from an organisation and the chief executive disappeared, but 
it doesn’t necessarily mean fraud. Stick to the facts you know and let the readers draw their 
own conclusions. Only use ‘lie’ and ‘fraud’ when you can prove it to forensic standards. 


Take care with agency copy from court cases. 


Agencies sometimes ‘improve’ court copy by leaving out inconvenient facts. Check the agency 
actually had a reporter in court and look online at what the local paper published. 


Don’t repeat other peoples’ errors. 

Always check legal warnings before writing a story. Also check before approaching someone 
for the first time to see whether IPSO have issued a desist notice on their behalf. Although 
these are advisory, persistent approaches in defiance of a desist notice will almost always 
result in a harassment complaint. 


Take particular care with stories concerning contentious issues — immigration, the EU, BBC, 
recycling, Islam, climate change, cannabis, and medical controversies. 

Official reports nearly always have an agenda, so if you put your own interpretation on them 
be sure the facts stack up, and give the report’s authors the chance to tell you you're wrong. 


Very few journalists are good at maths. 
If your story depends on your own calculations get a colleague to check them. 


Make sure headlines are supported by the facts in the story, and are not just an attempt to 
reproduce a schedule line written before the story was. 

IPSO should always consider a headline in the context of the story as a whole, but that doesn’t 
give you licence to write a headline that is itself wrong, particularly if it is a ‘quote’ from an 
individual! that doesn’t represent what they said. 


Take care when reporting tragic or sudden death. 

Twitter and social media create very strong public sentiment around high profile deaths, 
particularly if the tragedy involves a celebrity. ill-informed speculation about the causes of 
death, the state of the dead person’s mind before they died, and the reactions of loved ones 
may provoke very large numbers of complaints, and pressure for an IPSO standards 
investigation. 


Take care when reporting suicides. 

The Editors’ Code prohibits reporting excessive detail about the method of death, in order to 
prevent copycat cases. Groups such as Samaritans and Papyrus monitor coverage and are very 
ready to make complaints. As a general rule you can report that someone took their life with 
an overdose of pain-killers, but not the type of pain-killer used, particularly if it is an unusual 
one, and certainly not the dosage. 
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16. Most complaints may be about accuracy, but invasion of privacy and intrusion into grief will 
always be regarded as very serious offences by IPSO. 
Before taking or publishing pictures always ask yourself whether the subject is in a situation 
where the subject has a reasonable expectation of privacy — they obviously do in their own 
bedroom, but may do in a restaurant, in a theatre audience and sometimes in the street. 
Always behave courteously and stop taking pictures or asking questions when asked unless 
there is a crystal-clear public interest. 
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Appendix 3 - Verification of stories 


Dailys<Mail Thee Mail MailOnine Fae) 


Verification of stories 


Accuracy is at the heart of everything we do as journalists. The following is a list of the various 
steps that should be taken to verify a story is accurate. It is not an exhaustive list - there may be 
occasions when a story can be verified by means not covered here, but if so great care should be 
taken, and the steps taken to secure verification should be made clear to the legal department and 
to your Editor or Acting Editor before publication. 


Journalists must also be aware that a story may be accurate, but still in breach of the Editors’ Code, 
or the laws of libel or contempt. You also need to take into account the Data Protection Act, the 
Bribery Act and Regulation of Investigatory Powers Act. 


1. Is your story supported by an on-the-record quote or bone fide document? If the quote 
or document is reported accurately and in context, describes the activities of the person or 
organisation who produced it, and is attributed to them, there should be no need for 
further verification. 


2. Does the quote or document you are relying upon describe the activities of another 
person or organisation? Then its accuracy needs to be checked and the person or 
organisation given an opportunity to comment. You need to be sure that the questions you 
want to put have been received by the individual or organisation concerned, and quote 
their response fairly. 


3. What if the person or organisation refuses to comment? If you are sure they have 
received your request for comment, you must make it clear the material you intend to 
publish is a claim or allegation and attribute it to its source. You must also accurately 
report the refusal to comment, which may in itself contain an element of comment. 


4. What if it is not possible to contact the person or organisation concerned? You need to 
keep a note of all the steps you have taken to reach them. Do not say in your story that so- 
and-so ‘did not comment’ but make it clear that you were unable to reach them. If it is a 
substantial story and you suspect they are evading you, briefly spell out in the story the 
steps you took. Make it clear to your editor and legal department that you have been 
unable to contact the subject of the story. 
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Are you relying on an off-the-record briefing? If someone has briefed you about their own 
activities, or their own organisation (and they are qualified to do so) you can normally 
regard that as sufficient verification. However, if you think there is a danger that they will 
later complain, you may need to make it clear that in such circumstances you would regard 
the obligation of confidentiality as broken and may name them as your source. You may 
also be asked to give your source, confidentially, to your editor. If you are unable to do so 
your editor is unlikely to run the story. An off-the-record source who can’t be named is 
unlikely to be strong enough evidence to defend an accuracy complaint to IPSO. 


Are you relying on an off-the-record briefing concerning the activities of a person or 
organisation other than the one giving you the briefing? Then any claims need to be put 
to the person or organisation as in steps 2-4. 


What if | have two independent off-the-record sources? It is helpful, but not sufficient to 
ensure verification. You still need to go through the processes in step 2-4. 


Check the legal warnings basket before you approach anyone for comment, and before 
you file your story. If the facts in your story have been the subject of legal warnings or 
corrections in the past, make sure you take this into account and seek advice from the 
Legal Department. If the subject of your story has issued a desist notice, asking journalists 
not to contact them, you should not make an approach unless you have consulted the 
Legal Department and/or a senior editor and established there is a public interest in doing 
so. Note — we are aware some journalists currently have difficulty accessing the legal 
warnings basket. An improved, easy-to-access basket is under construction and will be 
launched very shortly. It will be followed by a new clarifications and corrections basket. 


Public interest justification. Before you engage in any activity which might give rise to a 
possible breach of the Editors’ Code, you must be able to demonstrate that you have a 
reasonable belief that your actions, and the publication of any story involved, are justified 
by the public interest. In the case of misrepresentation or subterfuge, you must 
demonstrate that you have pre-existing evidence of the activities you plan to investigate, 
that your actions are in the public interest and that the material cannot be obtained by 
other means. To do this you must consult the Legal Department and/or a senior editor, and 
keep a record of how the decision was taken. 
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Appendix 4 — Complaints Service 


The following pages give examples of the way our complaints service was publicised in our various 
titles during this period. 
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included Rudyard Kipling, Winston 
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Clarifications and corrections 
By MAILONLINE 
PUBLISHED: 00:00, 25 October 2014 | UPDATED: 11:18, 26 October 2014 


fyi] 


An article on 20 June 2014 about a fire at St Peter's church in Ropley 
wrongly said that the vicar, Reverend Royston Such, had left the mother 
of his five children for his curate, Reverend Tana Riviere. This was not 
true. In fact, Mr Such did not teave his wife. She left him and he divorced 
her on the ground of her admitted adultery. Later Mr Such married Mrs 
Riviere who was a widow. We are happy to make it clear that they did not 
engage in an improper relationship and apologise for any contrary 
impression given. 














One eee e eee REAR eee EERE EEE EEE SEE EH EEE NEEET ESET EEESESEESERESESEEEES ESSE ESSE EEEEE ERE HEAEEE SEDER OE EEE ED 


At MailOnline we take great pride in the quality of our journalism. 


All our journalists are required to observe the Editors’ Code of 
Practice and MailOnline is a member of the Independent Press 
Standards Organisation {IP SO}, the new regulatory body for the 
Press set up in response to the Leveson Inquiry. 


We aim to correct any errers as promptly as possible. 


If you wish to report an inaccuracy, please email 
corrections@mailonline.co.uk. 


To make a formal complaint under IPSO rules please go to 
www.mailonline.co.uk/readerseditor where you will find an easy-to- 
use complaints form. 


You can also write to Readers’ Editor, MailOnline, Northcliffe 
House, 2 Derry Street, London W8 5TT. 
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NEWS... BUT NOTA 
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How to get in touch with us at Metro 
and Metro.co.uk 


Q Metro News Reporter for Metro.co.uk Tuesday 21 Jan 2014 10.16 am 
i ? i] 
f y 8+ | | 114 


The Metro.co.uk is a member of the Independent Press Standards 
Organisation (IP50). 


If you wish to report any concerns over accuracy, please 
email correct@ukmetro.co.uk. 


To make a formal complaint under IPSO rules please go to 
metio.co.uk/readerseditor or write to Readers’ Editor, Daily Mail, 
Northcliffe House, 2 Derry Street, London W8 STT. 

Editorial enquiries: 

For Metro.co.uk: 

Contact our news desk at webnews@metro.co.uk. 

To register complaints or corrections, please email correct @ukmetro.co.uk 
For Metro newspaper: 

Contact our news desk at news.london@ukmetro.co.uk. 

Contact our picture desk on picturedesk@ukmetro.co.uk. 


Text: ‘Views’ to 65400 (Standard network charge) 


To register complaints or corrections, please email correct @ukmetro.co.uk 
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Appendix 5 — ‘Getting ready for IPSO’ seminars 


The precise content of seminars varied acording to the audience and topical issues in the news, but 
the outline remained broadly constant: 


1. Brief descripton of IPSO: 
e It has greatly increased powers: to impose £1m fines, require newspapers to 
publish corrections and conduct standards investigations 
e But the Editors’ Code remains the same, as do the key issues over which 
journalists must take care — accuracy, privacy, intrusion into grief, protection 
of children 


2. Discussion of Associated’s record of complaints under the PCC: 
e Position of our titles in league tables published by the PCC 
e Reasons why some titles attract more complaints than others — vigorous 
journalism, plus websites with no paywall and huge audiences, and which 
also publish very large numbers of stories 
e The need to reduce numbers of complaints 


3. IPSO’s approach to standards 
e Annual statements 
e How serious and systemic breaches of the Code could prompt standards 
investigations 


4. Accuracy 

e Every breach of the Code recorded against the Dail Mail and MailOnline over 
the last three years involved acuracy, so did almost all of Metro’s 

e Importance of putting stories to their subjects before publication 

e The need to present allegations as allegations, not facts 

e The need to take particular care with complex stories, including those 
involving statistics, medical science, climate change, the EU 

e The dangers of agency court copy and the need to check facts. 

e The need for reporters to check that their interpretation of facts in 
documents is correct, and not based on assumptions 

e The importance of ensuring headlines are supported by the facts in the story 


5. Harassment 


e Explanation of the Desist Notice system 
e How Associated is improving its database of Desist Notices 
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6. Pictures 
o 


Discussion of ‘reasonable expectation of privacy’ 
Importance of accurate captioning of group photographs 


7. Complaints procedure 


PCC had been criticised for placing too much emphasis on mediation, and as 
a result failing to resolve complaints promptly 

Under IPSO complaints likely to move much more quickly to adjudication. 
Explanation of the IPSO 28-day rule 

Associated will be redoubling efforts to resolve complaints and correct 
inaccuracies as rapidly as possible 


8. Invasion of privacy and intrusion into grief 


9. Discrimination 
e 


These will always be regarded as very serious offences, particularly when 
combined with inaccuracy 

The need to take particular care with stories speculating about how tragic 
events have happened, and the state of mind and reactions of those 
involved 

The importance of behaving courteously and stopping asking questions or 
taking pictures when asked to do so, unless there is a crystal clear public 
interest 


The need to take particular care with stories concerning minorities 
Explanation of IPSO powers to take complaints from groups as well as 
individuals 
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Appendix 6 — Training of Journalists 


The Associated Newspapers 
editorial training scheme 


With no less than 54 journalists undergoing training in 2015-16, the Associated Newspapers training 
scheme is one of the most ambitious in Britain — it is certainly by a long way the largest run by any 
national newspaper group. The variety of trainees joining this autumn illustrates the scope of the 
scheme: 


6 Daily Mail reporters 

5 Daily Mail sub-editors 

2 Daily Mail sport sub-editors 

1 Daily Mail sport designer 

2 Mail on Sunday reporters 

2 Stephen Lawrence scholarship reporters 
3 Scottish Daily Mail reporters 

2 Scottish Daily Mail sport sub-editors 
2 Scottish Daily Mail news sub-editors 
1 Scottish Daily Mail designer 

2 Irish Daily Mail reporters 

1 You magazine sub-editor 

1 Weekend magazine sub-editor 

15 MailOnline news journalists (UK) 
2 MailOnline sport (UK) 

3 MailOnline senior page editors (UK) 
5 DailyMail.com journalists (USA) 
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The Daily Mail began recruiting and training its own sub-editors in 2003. The training was delivered 
by Press Association Training and overseen by Daily Mail executives. It has run every year since. A 
reporting scheme was added in 2007 and in 2013 a MailOnline scheme was introduced. This has now 
been extended to cover trainees from America who work for DailyMail.com and in 2016 there will be 
a scheme for Daily Mail Australia. This year the Stephen Lawrence Scholarship was introduced: two 
trainees with appropriate backgrounds have been recruited and will undergo a specially-tailored 
training programme. 


The training is run by respected journalists led by Sue Ryan, a former managing editor of The Daily 
Telegraph, and Peter Sands, a former editor of The Northern Echo and editorial director of Northcliffe 
Newspapers. 


The selection process is very robust - normally at least seven people are interviewed for each place. 
Candidates do some basic tests at first interview, followed by a second stage where they are put 
through their paces for around four hours with a number of written tests. 


Training varies in length. Most trainees have done a journalism master’s degree, NCTJ or Press 
Association course and so have basic skills in news writing, sub-editing, law, government, court 
reporting, shorthand and the Editors’ Code. Those who haven't, or are felt to need a bit more, are kept 
in the 'classroom! doing basic training for five weeks. But generally reporters do two weeks, sub- 
editors and online journalists four weeks. 


It is an intensive course with a lot of red penning of exercises and zero tolerance of mistakes. These 
are the topics being covered in this year’s basic training: 


Reporting course 


The course presumes attendees have already taken a qualification in journalism and had newsroom 
experience. It deals mainly with the tasks which will be required while working for the Mail: 


- a skills checklist (grammar, spelling, accuracy, attitude, structure, media law etc) 

- intro writing and story structure 

- the art of storytelling for the web 

- tight writing and attention to detail 

- professional standards (all UK trainees study the Editors’ Code in detail and are given an 
electronic copy, US trainees the American Society of Newspaper Editors Statement of 
Principles, Irish trainees the Press Council of Ireland Code of Practice) 

- media law (libel, privacy, copyright, bribery) 

- covering a breaking story 

- sources of stories 

- story development 

- the senior reporter’s survival guide 

- stories from the written word (agendas, reports, financial information) 

- writing lighter stories/picture stories 
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- developing contacts 

- writing a profile 

- forward planning and working to the diary 

- copy tasting, conference and putting together a newslist 
professional behaviour 

- current affairs knowledge 

- Mail style 

- understanding the Mail audience 


The thrust of the course is that they write and develop stories. They take live stories from the wire and 
put them into Mail style and they have to source and write an exclusive for publication during the 
course. These are then marked and they get detailed feedback so any mistakes or bad habits are 
identified. There are speakers from the newsroom - news, city, sport and production department 
heads, plus senior reporters such as David Williams and Christian Gysin and columnists such as 
Quentin Letts. 


Sub-editing course (London for week 1, Howden for weeks 2-4) 


- askills checklist (grammar, spelling, accuracy, attitude, structure, media law etc) 

- the art of the sub-editor 

- a glossary of subbing terms 

- the 70 most common errors in newspapers 

- intro writing and story structure 

- the art of storytelling 

- tight writing and attention to detail 

- professional standards (all UK trainees study the Editors’ Code in detail and are given an 
electronic copy, US trainees the American Society of Newspaper Editors Statement of 
Principles, Irish trainees the Press Council of Ireland Code of Practice) 

- media law (libel, privacy, copyright, bribery) 

- proofreading 

- the subbing perils 

- Mail style 

- understanding the Mail audience 

- Mail headline writing and practical headline exercises 

- captions, subdecks, standfirsts, factfiles 

- analysis of different newspaper styles 

- Photoshop 

- Adobe InDesign 

- an introduction to typography 

- handling pictures and graphics 

- layout and design 

- putting together a picture spread 

- editing stories from different sources 

- editing a live breaking story 

- current affairs knowledge 


31 


After basic training all trainees undergo a work placement at a regional paper for around three 
months. Reporters and online journalists also spend two months with a news agency. Courses are 
tailored for the individual, but generally every trainee will have six months paid training before filing 
or subbing their first story. And once they have joined their chosen paper or website they continue to 
be treated as trainees; most are given mentors and department heads take time to teach and encourage 
them. 


More than 200 trainees have graduated from the scheme and many are now senior executives on our 
newspapers and websites — so trainees may well find themselves working for someone who not very 
long ago was a trainee themselves. 


Sue Ryan 


Peter Sands 
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